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CASE STUDY : ERMS – SA Cabinet System 
 
The case study relates to an on-going project aiming at introducing an Electronic 
Record Management System (ERMS) into the administrative processes of the South 
African cabinet system to transform a huge repository of documents (from laws, to 
tenders related documentation) into a ready available source of knowledge to be shared 
among all the actors within the cabinet system.  
 
The impact of such a system on the common practices of the communities and the sub-
communities of knowledge workers who will adopt it, is quite important. Indeed, ERMS 
is at the moment used by more than 300 employees and handles flow of about 200,000 
documents per year. The ERMS is expected to reach about 2000 users and 2 million 
documents per year.  
 
ERMS is based on the adoption of complex ICT solutions which allow efficient storage 
and retrieval of document-based unstructured information, by combining classical filing 
strategies (e.g., classification of documents on a multi-level directory, cross reference 
between documents, etc.) with modern information retrieval techniques. Moreover, it 
encompasses mechanisms for facilitating routing and notification of information and 
documents among the users, and supporting interoperability with similar (typically 
remote) systems, through e-mail and XML.  ERMS represents the basic elements for a 
knowledge workplace, i.e., a working environment where a knowledge worker can easily 
access and gather information, produce knowledge and deliver results through a 
multitude of channels (from personal computers, to laptops, PDAs, mobile phones, etc.). 
 
The Requirements Engineering Framework (REF) process, that shows the current as-is 
context before the introduction of the ERMS is shown by Fig 1 below.  
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In Fig 1 above, circles represent actors, and the dashed oval is used to bound the 
internal structure of complex actors, i.e., actors containing other actors. As well, 
rounded boxes represent hard-goals and clouds, represents soft-goals. Goals are 
always connected with arrows to (one or more) actors: an incoming arrow means that 
that goal is desired, wanted, or needed by the connected actor. An out-going arrow 
means that there is a dependency, on the connected actor, for the fulfilment of the goal. 
Thus, in the most general case in which an actor A is connected to a goal G that is 
connected to another actor B, we have that A (who wants G) depends on B for G to be 
fulfilled. In a very similar way, resources (rectangles), and tasks (hexagons), may be 
represented.  
 
An actor is connected to a task when it wants the task to be performed; a task is linked 
to an actor when the actor is committed at performing the task. An actor is linked to a 
resource when it needs that resource; a resource is linked to an actor when the actor 
has to provide it. In Fig 1, before the introduction of the EMS consists of the following; 
the Head of Unit, the Secretary, the Employee, the Archivist, the Personal Computer 
and the Physical Archive. 
 
Process 
 
The Secretary receives (out of the diagram scope) the input documents (resources), 
which she then passes to the Head of Unit. The Head of Unit then decides which 
employee to assign the input documents (transmit to employee).  
 
Financial Estimates  
 
The financial details of the proposed ERMS are as follows; Initial costs of computerising 
the system are expected to be R 375,000 (in the first year). The table below shows the 
estimated benefits of ERMS to the South African cabinet in ‘000s for the next 5 years. 
The project is also estimated to incur annual software maintenance costs of R 33,000 
and hardware maintenance costs of R 30,000 from the first year.  
 
 Year 1 
 
Year 2 
 
Year 3 
 
Year 4 
 
Year 5 
 
*Estimated   
Benefits  
In R ‘000s 
147 133 161 166 171 
*The discounted rate of 13% is applicable within the next 5 years. 
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SECTION A        [CASE STUDY QUESTIONS]                                        [60 Marks] 
 
 
QUESTION 1 
 
Using the description of the South African Cabinet system, identify two functional 
requirements and one non-functional requirement of the ERMS for each of the 
following; 
 
a. Information storage and retrieval by actors in the South African Cabinet  
 
b. Archiving     
                [10 marks] 
 
Example functional requirements for each business area would be: 
 
Information storage and retrieval  
(2 marks for each, max 4) 
 System must capture details of yacht purchasers; 
 System must capture details of yacht commissioned; 
 System must track progress of commissioned yacht through planning, build and launch; 
 System must capture details of payments for commissioned yachts. 
 
Archiving    
(2 marks for each, max 4) 
 System must capture details of maintenance work and Servicing on yachts required; 
 System must capture details of regular yacht servicing; 
 System must print details of maintenance work requirements; 
 System must capture details of maintenance work carried out; 
 
Example non-functional requirements for each business area would be: 
 
Information storage and retrieval  
 (2 marks) 
 System must record details of yacht purchasers within five seconds; 
 System must restrict access to payments for commissioned yachts to the accounting staff. 
Archiving: 
 System must be intuitive for maintenance staff to and Servicing use; 
 Details of maintenance and servicing must be backed up at the end of each day. 
 
 
 
 
QUESTION 2 
 
With the use of a benefits map, illustrate the benefits realisation approach. Explain from 
your diagram how the South African Cabinet would maximise the “hoped-for-benefits” 
from using the ERMS.  
                [10 marks]  
The benefits report has two important uses; 
 
a) To reassure the decision makers and the wider organisation that the time, effort and cost of the 
project have been justified 
b) To provide input to future business cases and future projects in order to help make them more 
successful. 
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 Realisation is about ensuring that the planned change has taken place. 
 As change is carried out in order to improve business performance, realisation is also 
about ‘benefits realisation’ 
This means checking that the predicted benefits have actually been achieved 
REALISATION 
In total realization asks the following questions; 
 Has the change been implemented correctly? 
 Have the anticipated benefits been achieved? 
 Will the change be sustained 
 Can the change become the basis for further improvements? 
 Can the change be adopted elsewhere within the organization? 
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QUESTION 3 
 
As a consultant and Business Analysts to the South African Cabinet, explain the two 
ways in which a business case for ERMS can be presented. Explain the factors that 
would determine which would be the best method and the circumstance in which this 
method is appropriate.  
 
              [10 marks]  
By 1. presentation and by 2. documentation. The documentation may take  2 forms as 
explained below;  
 
 
 
 
QUESTION 4 
 
Illustrate the stages of the Concerns-Based Adoption model (CBAM) and provide a 
detailed description of why it is useful to plan and train staff working on the South 
African cabinet to adapt to the changes brought by the ERMS. 
              [10 marks] 
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Illustrate the stages of the Concerns-Based Adoption model (CBAM) and provide a detailed description of 
why it is useful to plan and train staff working in a large retail bank.  
 
 
 
 
 
 
 
 
QUESTION 5 
 
Calculate the Net Present Value of the proposed system. 
              [10 marks] 
 
 
 
 
  
Year 1 Year 2 Year 3 Year 4 Year 5 
       Capital -375 000 
     
       
       Benefits  
 
147 000 133 000 161 000 166 000 171 000 
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       Costs 
 
-63 000 -63 000 -63 000 -63 000 -63 000 
       Net Values 
 
84 000 70 000 98 000 103 000 108 000 
       Discount factor 
 
0.885 0.783 0.693 0.613 0.543 
       
 
318 865 74 336 54 820 67 919 63 172 58 618 
       
       Net Pvresent Value -56 135 
      
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
QUESTION 6 
 
Design a use case diagram that is appropriate for South African cabinet.  
                        [10 marks] 
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SECTION B        [GENERAL  QUESTIONS]                                            [40 Marks] 
 
QUESTION 7  
 
Why would the total cost of delivering a solution to an organisation using the 
incremental lifecycle be more than in one release? 
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 The incremental delivery lifecycle shows the analysis and design for the solution 
being completed initially. It is then followed by two incremental delivery phases, 
each consisting of development, testing and implementation. The development 
and testing goes through a series of iterations with each iteration costing more 
money.  
           
 Therefore when using incremental lifecycle it is important to remember that the 
total cost of delivering the solution is likely to be higher than that of delivering the 
complete solution in one release.  
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QUESTION 8 
 
Using the example of a swim-lane below; 
 
a. What is a timeline? Describe at least EIGHT factors that the timeline for a 
process would depend on. 
    
             [10 marks] 
 
1. The length of times taken by each task 
2. The resources available to support this task 
3. The number of transactions to be processessed  
4. The variety and mix of different tranaction types 
5. The amount of reworking caused by errors 
6. The delays and ques at each of the handoffs 
7. The quality and productivity of staff 
8. Other work that could interrupt the process 
 
b. If it takes 3 days less to send an item to a borrower than to check availability of 
this item, and the customer receives the item after 18 days. How many days 
does it take to check availability of item? What do you propose to do to change 
the internal measures so that the customer’s expectations of 15 days are met?  
 
                      [20 marks] 
 
 
Answer 
 
x + y + 1 = 18 
 
x = y – 3 
 
(y – 3) + y + 1 = 18 
 
2y – 2 = 18 
 
2y = 18 + 2 = 20  therfore y = 10 so it takes 7 (= 10 – 3) days to check availability of 
item.   
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 = 10/. 
 
 
 
To meet the expectation of the customer of 15 days, this would mean that the checking 
availability and sending item to borrower must not exceed 14 days assuming 1 working 
day for delivery. This means that the ‘send item to borrower’ must be reduced by 3 days 
or checking availability of item must be reduced by 3 day. To reduce these days will be 
dependent on  
 
1. The resources available to support this task such as automating the 
process 
 
2. The number of transactions to be processessed e.g. how many orders are 
made? 
 
3. The amount of reworking caused by errors in these activities 
 
 
4. The quality and productivity of staff 
 
5. Other work that could interrupt the process 
 
 
 
 
